An evaluation of management information systems in the Department of Social Development, province of the Eastern Cape by Ngqungqu, Siphokazi
AN EVALUATION OF MANAGEMENT INFORMATION SYSTEMS 
IN THE DEPARTMENT OF SOCIAL DEVELOPMENT, PROVINCE 
OF THE EASTERN CAPE  
 
 
 
 
 
 
 
 
S. NGQUNGQU 
 
 
 
 
 
2014 
 
AN EVALUATION OF MANAGEMENT INFORMATION SYSTEMS IN THE 
DEPARTMENT OF SOCIAL DEVELOPMENT, PROVINCE OF THE EASTERN CAPE  
 
 
 
by 
 
Siphokazi Ngqungqu 
STUDENT NUMBER: 211259284 
 
 
 
 
Submitted in partial fulfilment of the requirements for the degree of Master 
of Public Administration, Faculty of Arts at Nelson Mandela Metropolitan 
University 
 
 
 
 
SUPERVISOR: DR K. ASMAH-ANDOH 
i 
 
 DECLARATION 
 
 
 
NAME    : SIPHOKAZI NGQUNGQU 
STUDENT NUMBER : 211259284 
QUALIFICATION  : MPA 
TITLE OF PROJECT : AN EVALUATION OF MANAGEMENT 
INFORMATION SYSTEMS IN THE DEPARTMENT 
OF SOCIAL DEVELOPMENT AND SPECIAL 
PROGRAMMES, PROVINCE OF THE EASTERN 
CAPE. 
 
 
DECLARATION:  
In accordance with Rule G4.6.3, I hereby declare that the above-mentioned treatise/ 
dissertation/ thesis is my own work and that it has not previously been submitted for 
assessment to another University or for another qualification.  
 
 
 
SIGNATURE: ___________________ 
 
DATE  : JANUARY 2014 
 
  
ii 
 
 DEDICATION 
 
To my son Zukolwandile Ngqungqu and my mom Nosisa Ngqungqu for the inspiration 
and the encouragement they gave me throughout my studies. My late grandmother, 
Mvulakazi Ngonongono, without your support and guidance I would not have come 
this far.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
iii 
 
 ACKNOWLEDGEMENTS 
 
I am grateful to God for giving me the ability to complete this study and for having 
proven to me that with Him everything is possible. 
I would like to express my gratitude to those people whose encouragement and 
assistance has enabled me to persevere, in particular: 
 My supervisor Dr Kwame Asmah-Andoh for his excellent guidance and support. 
 The Department of Social Development and Special Programmes for 
sponsoring my study. 
 The Head of Department of the Eastern Cape Department of Social 
Development and Special Programmes for giving me permission to conduct the 
study. 
 The Business Analysis and Solution Architecture Team of 2011-2014 in the 
Eastern Cape Department of Social Development and Special Programmes for 
their support and understanding when I needed time off from work during the 
period of this study. 
 The survey and interview participants for their time and valuable contributions. 
 Dr Jacques Pietersen for providing statistical data analysis and valuable 
suggestions on improving statistical analysis. 
 Christy Rennie for punctilious editing of the document. 
 My mom Nosisa Ngqungqu for her tireless support, patience and kind advice. 
 My son Zukolwandile Ngqungqu for your perseverance, love and support. 
 Zukile Zaulana, Ongezwa Ngqungqu and my cousin, Odwa Ngonongono, for 
taking care of my son when I was not available to him during this study. 
 My family, colleagues and friends for their support and encouragement. 
 NMMU for affording me the opportunity to develop my knowledge and 
experience through this study. 
 The Public Administration Master’s class of 2013, thank you for the support, 
and for sharing your experiences and insight during this research and learning 
process. 
 Finally, to all who have motivated and inspired me in any and every way, thank 
you. 
iv 
 
 ABSTRACT 
 
The alignment of information systems with organisational objectives and strategies is 
crucial to the efficient performance of any organisation. There is a growing focus on 
the effectiveness of management and evidence-based decision making in public 
institutions in South Africa. The Eastern Cape Department of Social Development and 
Special Programmes (ECDSD) implemented a Social Development Information 
Management System (SDIMS), which is an information system that supports various 
functions performed by the Department. While SDMIS provides large amounts of 
valuable information, it still has much ground to cover in terms of fully meeting the 
Department’s information needs. There is an increasing demand for information to 
inform decision making with regards to priority setting, resource usage, monitoring the 
impact of the Department’s intervention programmes, and monitoring the progress of 
the Department’s strategic goals. 
 
The main purpose of this study was to analyse the extent to which MIS is utilised in 
the Eastern Cape Department of Social Development and Special Programmes and to 
make recommendations for the alignment of MIS with organisational objectives in 
order to achieve these objectives. Furthermore, the study intends to investigate the 
extent to which the information needs of managers are considered in designing and 
providing information. 
 
The objectives of the study are, firstly, to analyse the current state of MIS utilisation in 
the Department. Secondly, to evaluate the utilisation of information provided by the 
MIS unit for decision making, and, thirdly, to make recommendations on how to 
improve MIS utilisation. 
 
Qualitative approach techniques were utilised to collect data for the study. Research 
questionnaires were distributed to thirty respondents. Semi-structured interviews were 
conducted with seven interviewees out of a target number of ten. The response rate 
was 68% and this was considered as adequate for scientific analysis and reporting. 
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The study produced the following research findings: 
 Mainly, the MIS users believe that they understand MIS and its capabilities, and 
have received training on how to use the system. 
 The quality of information provided by MIS is mostly complete and largely 
meets user requirements and expectations. 
 MIS information is for the most part accurate and comprehensive enough to 
expedite decision-making. 
 Although MIS largely meets user requirements and expectations in terms of 
completeness, accuracy and reliability, the study indicates that it still falls short 
in integrating information from other sources, which include government 
transversal systems such as the Basic Accounting System (BAS) and the 
Personnel Salary System (PERSAL). 
 MIS information is mostly available and easy to access, but occasionally not 
timely. This is mostly caused by the unavailability of real-time information 
synchronisation between MIS and other government systems. 
In light of the above findings, the researcher recommends that: 
 There is still more to be done in order to continuously inform and train users 
on the latest MIS capability developments in the form of awareness 
workshops, contact and remote support, and through internal news bulletins.  
 The Department needs to work with other government entities that are 
custodians of transversal systems in finding a solution to the creation of real-
time integration of MIS with other external sources of information. 
 Even though the level of MIS utilisation is not too much of a concern, the 
Department needs to ensure that users of information are kept up to date with 
new MIS reporting capabilities so as not to underutilise the system.  
 It is therefore recommended that the Department ensure that information is 
more often reviewed and reports are customised to meet the ever-changing 
needs of the Department. 
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 CHAPTER ONE 
 INTRODUCTION AND BACKGROUND TO THE STUDY 
1 Introduction  
This study investigates the utilisation of management information systems (MIS) in 
improving effectiveness of decision-making and operational functions in the Eastern 
Cape Department of Social Development and Special Programmes (ECDSD). This 
provincial department provides a variety of social development services to different 
beneficiaries who are spread over a very wide area. In order to provide such services, 
the ECDSD requires extensive relevant information, both for decision making and to 
help various sections within the Department achieve their goals and objectives (Gupta, 
2011:29).  
 
In line with Bagad (2009:41), the concept of MIS is used to describe the process of 
collecting, processing, storing and transmitting relevant information to support decision 
making and performance of operational functions in any organisation (Lucey, 2005:2). 
Compared to other provincial departments in the Eastern Cape, the information 
requirements of the ECDSD are seen as inadequate and lag behind in meeting the 
increasing demands for scope, quality and effectiveness necessary to support the 
department’s intended functions (Auditor-General’s Report, 2011).  
 
Lucey (2005:33) identifies the fundamental role of MIS in an organisation as providing 
information to support decision making and the strategic objectives of the institution. 
This role relates to appropriately formatted, relevant and correct information being 
provided to the suitable people at the right time. Such information relates to the 
various welfare services and different beneficiaries spread over the province. With this 
information being readily available and easily accessible to different levels of 
management, MIS provide insight for managers to effectively plan, organise, control 
and provide the necessary service (Gupta, 2011:24). The use of MIS information has 
become essential for evidence-based decision making regarding the provision of 
social and welfare services in the Eastern Cape Province. Additionally, such 
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information, especially relating to the scope and reach of beneficiaries, is vital in the 
actual provision of social welfare services. This is mainly so due to the nature and 
requirements of the various legislation on social welfare services and the scope that 
the Department is expected to reach. However, current indications suggest that there 
are still many difficulties with regard to the use and usability of MIS.  
 
For example, in addition to the issue of management information availability for 
decision making and the carrying out of functions is the matter of specific information 
use among users of a management information system in the ECDSD. The 
information needs of managers at different levels of the Department should be 
considered in the provision of information as this largely determines the required 
nature and presentation of information.  
 
Achieving this requires information management systems and the provision of 
relevant, responsive and accessible information for utilisation by managers and other 
stakeholders. Focusing on the Eastern Cape Department of Social Development this 
study will analyse the utilisation of information systems to improve decision making, 
operational efficiency and strategic goal accomplishment. To this end, this qualitative 
study focused on the assessment of information availability and information use 
among users of a management information system in decision making and operational 
functions within the ECDSD. 
 
1.1 Background 
The alignment of information systems with organisational objectives and strategies is 
crucial to achieving the functions of any organisation. Further, there is a growing focus 
on the effectiveness of management and evidence-based decision making in public 
institutions in South Africa. Thus, in 2009 the ECDSD implemented a Social 
Development Information Management System (SDIMS), which is an information 
system that supports various functions performed by the Department. Great progress 
has been made concerning the implementation of information management system 
but there have been some challenges that seem to undermine this progress. As 
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highlighted by the State Information Technology Agency (SITA) (2011:16) in the 
Department’s Information Management Systems and Technology Strategic Plan, such 
challenges are lack of data integrity, poor reporting capabilities, inability to share 
information, and inability to access information timely and in a comprehensible format. 
 
The Chief Information Office (CIO) Chief Directorate functions in an advisory capacity 
in the ECDSD for the performance of different functions by various stakeholders. The 
information provided is a valuable input, and often a prerequisite, for effective 
evidence-based decision making, programming, and operational functions. At the 
same time efforts should also be made to improve the relevance, accessibility and 
timeliness of the information provided. The effectiveness of the utilisation of 
management information systems thus relate to both their quality and ensuring that 
the information provided is relevant and acted upon.  
 
Thus, a Management Information Services Directorate has been established to 
provide the management of the Department’s different sections with information about 
the financial and operational aspects of service delivery. For effective utilisation of the 
information available in the MIS, the following factors are required: 
 Customisation of the information format according to the needs of the specific 
business user. 
 Improvement in the timeliness and relevance of information. 
 Provision of proper training of MIS utilisation. 
 
As stated above, the aim of this research is to examine the Provincial Office of Eastern 
Cape Department of Social Development, the ECDSD, with regard to the management 
of information systems, the accessibility of information, and how such management 
and resulting accessibility of information are utilised to improve decision making and 
departmental management. Further, while the SDMIS provides substantial amounts of 
valuable information, it still has much ground to cover in terms of meeting the 
Department’s demands. There is increasing demand for information to support 
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decision making regarding succession planning implementation, priority setting, 
resource allocation, impact of social development and intervention programmes 
monitoring, and goal progression observation. Thus the need for integrating 
management information systems, as they are designed to provide information that is: 
accurate, available, relevant, reliable and accessible when and where it is required.  
 
1.2 Research Problem 
 This study focuses on the extent to which management information systems inform 
decision-making and performance of functions in the ECDSD. Utilisation of relevant 
management information system in which evidence informs the process of policy and 
programming is necessary to improve effectiveness concerning the provision of social 
development services to a variety of beneficiaries within the province. This research 
thus examines the processes of the management information system, information 
availability and information use for decision making and management within ECDSD. 
 
1.3 Research Questions 
The following questions are utilised in analysing the research problem. 
 In what manner and to what extent does information provided by a 
management information system inform Departmental decision making, and 
operational functions? 
 Within the ECDSD, to what extent do MIS provide relevant, comprehensible 
and accessible information to decision makers and other stakeholders? 
 To what extent do managers and other stakeholders of the ECDSD utilise such 
information in the performance of their functions? 
 How do the managers and other stakeholders of the ECDSD perceive 
information provided by MIS? 
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1.4 Research Objectives 
The objectives of this study are to: 
 Analyse the current state regarding utilisation of the Management Information 
System in the Department. 
 Evaluate the utilisation of information provided by the MIS unit for decision 
making and management. 
 Make recommendations to improve the effectiveness of the utilisation of MIS. 
 
1.5 Purpose of the Research 
The main purpose of this study is to analyse the extent to which MIS is utilised in the 
Department, and to make recommendations for the alignment of MIS with 
organisational objectives in order to support the accomplishment of goals. 
Furthermore, the study intends to investigate the extent to which different needs of 
managers are considered in designing and providing information.  
 
1.6 Delimitations of the Study 
The delimitation of a study is used to describe the study’s scope by delineating the 
geographical and theoretical boundaries of the study. The scope of a study refers to 
the extent of matters to be dealt with within a specific geographical area. It is used to 
explain the study’s limits and boundaries by stating explicitly what falls inside the 
boundaries of the study and thus avoid possible criticism (Punch, 2006:69; Cresswell, 
2003:148).  
The scope of this study is limited to the Head Office of the Eastern Cape Department 
of Social Development and Special Programmes. This is due to the nature of the study 
– a treatise, and the limited time within which the study is to be executed. This study’s 
theoretical scope is focused on the utilisation of management information systems 
(information management) in the discipline of Public Administration. 
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2 Clarification of Terms and Concepts  
In this section, the key concepts in the study of information systems applicable to this 
study are described to assist with understanding the following section’s discussion. 
 
2.1 Decision Making  
Van Heidjen (2009:3) and Beynon-Davies (2002:89) refer to decision making as the 
process by which one responds to threats and opportunities by analysing options and 
making decisions about goals or a course of actions. Thus, making a decision implies 
that there are alternative choices to be considered, and in such a case one wants not 
only to identify as many of these alternatives as possible but to choose the one that 
has the highest probability of success or effectiveness and best fits with one’s goals, 
desires, lifestyle and values.  
2.2 Evaluation 
Lucey (2005:219) views evaluation as a way to determine whether an initiative has 
been worthwhile in terms of delivering what was intended and expected. Evaluation is 
the assessment of whether everything concerning the implementation of a particular 
initiative was done correctly or as according to plan. Ozkan (2003:1271) expands on 
this definition by describing evaluation as a structured process of measuring the 
success of a project in meeting its goals and the reflection on lessons learnt. 
2.3 Efficiency 
King (cited in Hossein, 2003:115) refers to efficiency as functioning in the best 
possible manner with minimum waste. Further, Kreitner (2008:7) views efficiency as “a 
level of performance that describes a process that uses the lowest amount of inputs to 
create the greatest amount of outputs. Efficiency relates to the use of all inputs in 
producing any given output”. 
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2.4 Effectiveness 
In Hossein (2003:115), King refers to effectiveness as the degree to which the level of 
performance conforms to a pre-established goal. Thus, for a system to be effective it 
needs to allow people to do the right things without reference to cost. 
2.5 Information  
Shatat, Yusof and Aziz (2013:512) define information as data that is accurate, timely, 
and specific, organised for a purpose, presented within a context that gives it meaning 
and relevance, and can lead to an increased understanding. Beynon-Davies (2002:4) 
refers to information as analysed data. He further asserts that information is valuable 
because it can affect behaviour, a decision, or an outcome, that a piece of information 
is considered valueless if, after receiving it, things remain unchanged (Beynon-Davies 
(2002:4).  
2.6 Information Systems 
Concerning information systems, Beynon-Davies (2002:4) refers to a purposeful entity 
composed of interdependent computer based technology and human components that 
are unified by design to accomplish one or more objectives. Moreover, Shatat et al 
(2013:513) agrees with Laudon and Laudon (2005:74) that information systems as a 
means by which organisations and people using information technology, gather, 
process, store, use and disseminate information. 
2.7 Information System success 
This term refers to the extent to which a system achieves the goal for which it was 
designed. It focuses on various aspects such as functionality and post-system 
implementation benefits such as the tangible benefit of financial return, and intangible 
benefits such as improved responsiveness, enhanced quality of working life and 
improved customer service (Delone & McLean, 2003:24). 
2.8 Information Management 
Hinton (2005:2) views information management as a conscious process by which 
information is gathered and used to assist in decision making at all levels of an 
organisation. 
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2.9 Management Information Systems 
Management Information Systems refers to a system that uses information in order to 
ensure apt management of businesses (King, 2003:115). It is important that all the 
facets of MIS run concurrently in order to ensure overall efficiency of the whole 
system. 
2.10 Management 
Beynon-Davies (2002:88) defines management as the process through which 
managers plan, organize, initiate and control operations within their businesses. 
Furthermore, he emphasises that decision making is a primary part of management 
and as such they rely on available information. 
2.11 Systems 
Beynon-Davies (2002:4) refers to a system as a coherent set of interdependent 
elements joined together to achieve a common objective. Systems vary from one 
organisation to another depending on the nature of organisational operations, size of 
the businesses, and organisational priorities (Laudon & Laudon, 2005:18). 
 
3 Chapter Organisation 
Chapter 1: Introduction and research overview 
This chapter introduces the research topic under investigation. The problem 
statement, background, aims and objectives of the study are critically discussed. 
Chapter 2: Literature review 
In this chapter, literature relevant to the research problem is discussed in detail. This 
chapter focuses on the literature concerning role of management information systems 
in decision making. It provides an analytical and critical discussion of the conceptual 
framework, the legislative framework and the general theoretical focus within which 
the problem is analysed.  
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Chapter 3: Research methodology 
This chapter discusses the limitations and advantages of the research design and 
methodology used in this study. Challenges experienced during the research process 
are noted, mention is also made to the opportunities that could have been exploited. 
Chapter 4: Analysis of Findings and Interpretation 
This chapter examines the study’s findings and interpretation thereof. 
Chapter 5: Conclusions and Recommendation 
This is chapter focuses on the conclusion, as well as the proposed recommendations. 
 
4 Conclusion 
When examining the role of Management Information Systems in ensuring 
organisational efficiency, it is noted that the organisational structure has an influence 
in the manner in which the information system is disseminated and in how information 
systems are designed. Accurate and timely information is a vital resource of any 
organisation, and an effective Management Information System is a means of 
providing this needed information. Information has always been of great importance to 
the managers of organisations in achieving short, intermediate, and long-range goals. 
Given adequate information on essential facts, organisations can rely more on 
deductive and analytical methods than on guesswork and intuitive judgment that could 
lead to wrong decisions. However, since MIS is a system one should be aware of the 
interrelation of subsystems within it as a change in one subsystem will have an effect 
on another and this can influence the effectiveness of an organisation. 
  
10 
 
 CHAPTER TWO  
 THE NATURE AND PLACE OF MANAGEMENT INFORMATION SYSTEM IN 
A PUBLIC INSTITUTION 
1 Introduction 
As noted, Management Information Systems are information systems that provide 
managers with information about the financial and operational aspects of institutions. 
MIS make it possible to improve institutional effectiveness and efficiency by providing 
such information that may lead to cost saving and operational efficiency. However, 
there are, as identified in the literature review, a number of challenges concerning the 
evaluation of investing in information systems, with public institutions often finding 
themselves unable to assess the full implications of implementing such systems. 
Public institutions depend on the availability of reliable and credible information to 
make informed decisions and to plan effectively. Thus, a Management Information 
System is used by all Social Development offices in the Eastern Cape Province for 
collecting, verifying, analysing, storing, and disseminating reliable and credible data for 
decision-making and planning purposes.  
This chapter provides a framework for analysing the utilisation of management 
information for decision making and for better management in order to achieve the 
effective and efficient provision of services. Firstly, this chapter will explain the concept 
of MIS and its utilisation in a public institution. Secondly, the discussion will look at 
existing legislation and policy guidelines on Management Information Systems, and 
the management of information in public institutions in contemporary South Africa. 
Thirdly, the management of information, an aspect of the organisation function of 
public administration, will be analysed. Lastly, systems theory will be used as a tool to 
evaluate the utilisation of MIS within the ECDSD.  
 
2 The concept of Management Information Systems 
According to Lucey (2005:166), Management Information Systems combine hardware, 
software and network products in an integrated solution that provides managers with 
data in a format suitable for analysis, monitoring, decision making and reporting. The 
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system collects data, stores it in a database and makes it available to users over a 
secure network. Sadagopan (1998:66) considers MIS a method of generating 
information that may be used by the management of organisations for decision 
making, control of activities, and operational functions. Additionally, King (cited in 
Hossein, 2001:115) describes MIS as a field of practice, study and research that 
focuses on the way in which computer communication technology can be utilised more 
effectively and efficiently by an organisation and individuals to achieve their 
organisational, group, and personal goals. Further, MIS are viewed as management 
level systems that are utilised by middle management to ensure the smooth running of 
an organisation in the short and medium term. For the purpose of this study, MIS 
refers to Management Information Systems that mainly deal with internal sources of 
information where the MIS utilises data from the transaction processing system and 
summarizes it into customised reports. MIS is characteristically an integrated 
combination of functional information systems that is designed to meet the information 
requirements of the subdivisions of an organisation. Moreover, Sadagopan (1998:41) 
believes that MIS assist in coordinating and integrating different subsystems within an 
organisation so as to create synergy.  
 
 
3 Administration 
Administration is a process common to all group efforts, be they public, private, civil or 
military, large scale, or small scale. For example, administration is a process that may 
be seen at work in government institutions, department stores, banks, universities, 
high schools, and city governments (SPAM, 2000:54). Although it varies in form, 
objects and outcome, and although the administration of public and private affairs 
differs at many points, there is an underlying similarity, if not identity, in the process 
wherever observed. A system of public administration is the composite of all the laws, 
regulations, practices, relationships, codes and customs that prevail at any time in any 
jurisdiction for the fulfilment or execution of public policy. Defined in broadest terms, 
public administration consists of all those functions having for their purpose the 
fulfilment or enforcement of public policy (SPAM, 2000:55).  
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Further, White (1965:329) describes administration as “a dynamic art, involving taking 
the human and physical resources available in a system of administration and 
blending them to the achievement of some required goal”. The public administrator is 
consequently the one who directs, co-ordinates, and supervises the activities of others 
(White, 1965:330). The leading of subordinates and the effective utilisation of their 
ability, skills and work performance to obtain optimal goal realization requires 
information. Information must be obtained and utilised in the performance of 
administrative functions (White, 1965:330). Pierce, Madnick and Fisher (2005:224) 
argue that by its very nature, information utilised in decision making and in managing 
cannot simply be acquired through experience and it cannot be bought. It can only be 
acquired through the studying and application of specific principles and theories of 
administration. It is natural to want to arrive at quick solutions, but the only safe 
approach demands a great deal of insight and effort to understand and utilise the 
available information (SPAM, 2000:58).  
 
3.1. Administration and Management 
In classic public administration literature, administrative functions are considered to 
consist of utilising functions and enabling functions, these are the two main 
characteristics of administration (Cloete, 1992:55). Utilising functions can be said to be 
synonymous with management functions. However, there is a lack of consensus in the 
definitions of administration and management among some literature on public 
administration and administration in the private sector (Fox, Schwella, and Wissink 
(1991:5). For example, in public administration literature, ‘management’ is used to 
describe a group of functions, with many writers emphasising that management has as 
its primary goal the maximising of outputs and thereby also the minimising of inputs. 
Whereas, in the private sector, management relates to obtaining maximum profits 
because the profit motive is a decisive factor; as in the public sector all endeavours 
are aimed at maximum promotion of the general welfare - thus the service motive will 
become decisive (SPAM, 2000:66). 
 
From the above it may be inferred that management as a group of functions in public 
institutions such as the ECDSD is always linked to what public officials do in the work 
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situation. An analysis of management in public institutions therefore concentrates on 
the performance of public sector employees with the aim of achieving effective and 
efficient output in relation to policy and legislated objectives and the utilisation of 
provided resources to attain such objectives. ‘Management’ is thus used to refer to the 
utilisation of available resources, people, finance, information and procedures to 
accomplish stated objectives. The chief official does not simply manage material, 
money, time or machines, but manages through subordinates who achieve a degree 
of output through the application or use of such means and resources. Management is 
about and, more importantly, for people. As Taylor (cited in Meiring and De Villiers 
(2000:35) writes, "[t]he art of management ... [is] knowing exactly what you want men 
to do, and then seeing that they do it in the best and cheapest way".  
 
To achieve results the chief official, manager, or supervisor must utilise information 
and encourage his subordinates to use the above means and resources as effectively 
and efficiently as possible. The means of producing goods or rendering services are 
limited and the utilisation of such scarce means is the function of the supervisor. This, 
of course, involves not only the availability of relevant and reliable information, but also 
the accessibility and usability of available information for decision making and for 
management.  
 
Thus, in performing the variety of functions necessary for the achievement of societal 
objectives in public institutions, information becomes pivotal both for the effective and 
efficient utilisation of resources, and for accountability. The functions and activities of 
administration and management must be undertaken to make the rendering of a 
service possible. As mentioned, every function in a public institution has an utilisation 
characteristic and an enabling characteristic.  
 
When a function is undertaken to provide the means (e.g. money and personnel) for 
rendering a service this implies enabling. When a function is undertaken to ensure the 
use or application of the means (e.g. money and personnel) for rendering a service it 
implies management (SPAM, 2000:3). The performance of both administrative and 
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management functions require information. This study primarily concerns the 
utilisation of information for decision making and for translating resources into goods 
and services. As noted, the concept of management information systems is used to 
describe the processes involved in providing the relevant information in public 
institutions.  
 
4 Characteristics of MIS 
As noted by Lucey (2005:156) and Laudon and Laudon (2005:166), the following are 
some of the characteristics that a Management Information System should possess in 
order to support management efficiently: 
 
4.1 Relevance  
The information a manager receives from an MIS should to relate to the decisions the 
manager has to make. An effective MIS takes data that originates in the areas of 
activity that concern the manager, and organizes it into forms that are meaningful for 
making decisions or resolving problems. 
4.2 Verifiability  
A key measure of verifiability is whether accuracy of information can be confirmed, as 
this will make a piece of information reliable. The data sources determine whether the 
information is reliable.  
4.3 Usefulness  
The information a manager receives from an MIS may be relevant and accurate, but it 
is only useful if it helps the manager with the particular decisions they have to make. 
MIS have to make useful information easily accessible. 
4.4 Timeliness  
Management has to make decisions about the future of the public institutions they 
serve based on data from the present. For example, when evaluating trends, the more 
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recent the data, the more these decisions will reflect present reality and correctly 
anticipate their effects on the organisation.  
4.5 Completeness  
An effective MIS presents all the most relevant and useful information for a particular 
decision. If some information is not available due to missing data, it highlights the gaps 
and either displays possible scenarios or presents possible consequences resulting 
from the missing data.  
 
5 Objectives of MIS 
Gupta (2011:23) agrees with Sedagopan (1998:19) that managers, as they are 
responsible for taking decisions appropriate to the need of the organisation, perceive 
information as the driving force to achieve success in any organisation. In addition to 
this, Beynon-Davies (2002:66) emphasises that information systems have become the 
main tool used by managers in decision making in order to gain strategic advantage 
by supporting business process and operations. Lucey (2005:33) identifies the 
fundamental role of MIS in an organisation as being the support of business 
operations, managerial decision making and strategic objectives. As noted, this role 
also relates to the provision of appropriately formatted, relevant and correct 
information being provided to the suitable people at the right time (Gupta, 2011:24). 
With such information being readily available and easily accessible to management, 
MIS provide insight for managers to effectively plan, organise and control organisation 
operations. As stated by Nath and Badgujar (2013:1), MIS assist organisations in 
generating appropriate responses to organisational challenges and situations thus 
allowing them to be re-active or pro-active.  
 
6  The role of Management Information Systems in decision making 
Public officials play a crucial role in organisations responsible for a wide range of 
activities ranging from planning, organising, coordinating, decision making, and 
controlling. Descriptions of management by classical theorists, in Laudon and Laudon 
(2005:88), lack reference to the behavioural underpinnings of managers’ roles, as well 
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as what their roles consist of. Using a behaviourist approach, the role of managers can 
be classified into three categories: 
 Interpersonal Roles: this is the managerial role of acting as figurehead and 
leader liaisons for the organisation.  
 Informational Roles: this is the managerial role of acting as a nerve of 
communication for the organisation by receiving and disseminating critical 
information. 
 Decisional Roles: this is the managerial role of initiating and handling of 
activities, allocating of resources and negotiating conflicts in the organisation. 
 
Out of these roles, the most challenging role is the decision-making role; this is 
because the manager is not only expected to take decisions but also needs to be 
accountable for such decisions taken on behalf of the organisation. It may be inferred 
that managers in public institutions are constantly faced with taking both structured 
and unstructured decisions. ‘Structured decisions’ refers to those decisions that are 
repetitive, routine and have a definite procedure for handling (Laudon & Laudon, 
2002:89). Whereas, ‘unstructured decisions’ refers to non-routine decisions in which 
the decision makers must provide judgment, evaluation and insights into the problem 
definition, and where there is no agreed procedure for making such decisions (Laudon 
& Laudon, 2002:89) .  
 
6.1 Types of Information Systems and decision making 
Gupta (2011:67) categorises information systems into various types depending on 
their functionality, this relates to the purpose for their development as well as the need 
of the organisation. There are information systems that support operational levels by 
processing large amounts of data for routine daily transactions (Transaction 
Processing System), whereas, MIS belong to high-level systems that are used by 
decision makers to solve specific and unstructured problems (Laudon & Laudon, 
2005:91). Oz (2009:341) states that decision making can be defined as “the process 
of sufficiently reducing uncertainty and doubt about alternatives to allow a reasonable 
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choice to be made from among them”. This definition stresses the information-
gathering function of decision making. It should be noted here that uncertainty is 
reduced rather than eliminated. Laudon and Laudon (2005:88) agree with this, noting 
that very few decisions are made with absolute certainty because complete knowledge 
about all the alternatives is seldom possible. Thus, every decision involves a certain 
amount of risk.  
 
Decision making can be classified as the conveyance of information by the 
organisation level for use to the management level. Decision making as it relates to 
management responsibility in relation to information systems can be noted in Figure 1 
below: 
 
Figure 1: Decision making relating to management responsibility and Information 
Systems 
 
 
 
 
 Source: Laudon and Laudon (2005:91). 
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 Strategic Level: the managers at this level determine the long-term objectives, 
resources and policies of the organisation. 
 Management Control (tactical) Level: at this level, the managers are mainly 
focused on monitoring how effectively and efficiently resources are used, and 
how well operational units are performing. 
 Operational level: at this level, the managers determine how to carry out the 
tasks specified by strategic management by establishing criteria for completion 
and resource allocation. 
 
If managerial functions are to be carried out both effectively and efficiently, then it is a 
prerequisite that high quality information is available to inform decision making at the 
various managerial levels. As noted, information systems should be reliable and 
provide the right information, to the right people, at the right time, in the right way, and 
thus achieve clear objectives (Gupta, 2011:68). Moreover, Beynon-Davies (2002:89) 
notes that the information systems developed are normally perceived as being 
coherent, and with the ability to supply different types of information to different parts 
of an organisation. 
 
6.2 Stages of utilising MIS for decision making 
As noted by Laudon and Laudon (2005:90) and Simon (as cited in Beynon-Davies, 
2002:89), the utilisation of MIS for decision-making processes has the following four 
stages (see Figure 2): 
6.2.1 Intelligence  
Firstly, data in the decision-making area is examined in order to specify the problem to 
be solved. 
6.2.2 Design  
Secondly, the problem is formulated and solutions are developed and tested for 
feasibility. 
19 
 
6.2.3 Choice  
Thirdly, selection is made among available alternatives. 
6.2.4 Implementation  
Fourthly, the chosen alternative is implemented. 
 
Figure 2: The Decision-Making Process 
 
 Source: Beynon-Davies (2002:89). 
From Figure 2 it is clear that before a decision is made information is needed to 
minimise the risk associated with implementation of that particular decision. 
 
7 Benefits of utilising MIS  
The benefits that one can harness by utilising MIS, as cited by Gupta (2011:31), Oz 
(2009:43), Lucey (2005:64) and Sadagopan (1998:180), are described below: 
7.1 Access  
Managers need access to information to make decisions about strategic, financial, 
marketing and operational issues. A MIS simplifies and speeds up information retrieval 
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by storing data in a central location that is accessible via a network. This results in 
decisions that are made quickly and accurately. 
7.2 Collaboration  
In situations where decision making involves groups, as well as individuals, MIS make 
it easy for teams to make collaborative decisions. In a project team, for example, 
management information systems enable all members to access the same essential 
data, even if they are working in different locations. 
7.3 Interpretation  
Management information systems help decision makers understand the implications of 
their decisions. The systems collate raw data into reports in a format that enables 
decision makers to identify quickly patterns and trends that would not have been 
obvious from the raw data. Decision makers can also use management information 
systems to understand the potential effect of change.  
7.4 Presentation  
The reporting tools within management information systems enable decision makers 
to tailor reports to the information needs of other parties.  
 
8 Limitations of MIS 
Despite the several benefits that could be exploited by implementing MIS in 
organisations, managerial judgments in decision making still need to be taken (Gupta, 
2011:23). Moreover, Sadagopan (1998:19) writes that MIS is an effective tool for 
managers in decision making and problem solving, but this depends on the quality of 
information provided. In other words, the quality of MIS output is directly proportional 
to the quality of input and processes. In addition to this, Gupta (2011:23) argues that 
MIS cannot provide tailor-made information packages and has proved to be ineffective 
in a fast changing and complex environment as it may lack flexibility to update itself 
quickly. 
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9 The role of MIS in public institutions 
The transition of societies from the industrial to the information era has affected social, 
economic and cultural aspects of life. The influence of technology has not bypassed 
public administration and the manner in which public institutions are run. Rather, 
information and technological development in information processes and the utilisation 
of information influences both the scientific study and the practice of public 
administration. The environment in which public administration is practised continues 
to be influenced by information technology, leaving public administrators with no 
choice but to embrace the influence of technology in decision making.Bearing this in 
mind, this study will review how management information systems have affected the 
manner in which managers plan, organize and strategize in order to achieve effective 
and efficient achievement of objectives. 
 
Though initially utilised by the private sector in the 1980s, MIS has now been adapted 
in all public institutions since information is indispensable in the performance of 
institutional functions. However, this acknowledgement of the crucial role played by 
MIS in the provision of service and improvement of operational efficiency has not been 
without challenges (Laudon & Laudon, 2005:91). Due to the need for flexibility, 
evidence-based policymaking, and improved performance, MIS has been adopted by 
the public sector without vigorous evaluation. Similar to other organisations, the 
ECDSD has invested much money in MIS and has become reliant on it not only for 
daily activities but also for decision making and strategic planning. It is therefore 
necessary to monitor and evaluate the effectiveness and efficiency of the utilisation of 
management information systems.  
 
The White Paper on Transformation of Public Service (Republic of South Africa, 
1995:15) views information systems as strategic and costly resources that were not 
fully deployed by the previous dispensation to promote information sharing and 
efficient monitoring and revision of public sector programmes. In support of this 
statement, Gupta (2011:67) writes that information systems are used as a tool for 
establishing effective public institutions by improving decision making, the provision of 
public services, and citizen/customer relations. This means that the public institutions 
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are required to establish, develop and utilise MIS processes for effective management 
utilisation of resources and management decision making. Management information 
systems also provide improved promotion of accountability to the public. In order to do 
this effectively, there must be the provision of reliable and processed current data that 
is available to all stakeholders in the public institution. The creation, capturing, 
storage, retrieval and transfer of this knowledge is critical for any organisation to be a 
constantly learning and innovative organisation.  
 
Shin (2003:143) acknowledges that data is used to improve planning and reporting, to 
measure, monitor and evaluate, to identify trends, to show the extent of the impact of a 
particular intervention, to predict or project trends and scope, and to support 
advocacy. The onus is on the managers within departments to manage information 
and to ensure that all personnel and interested parties have access to reliable, 
accurate and timely information for proper decision making. Information can be used 
to improve service delivery quality by providing data that are directly used to ensure 
the allocation of resources by constraining bad decisions, detecting inefficient 
resource use, and supporting mechanisms that offset the impact of resource loss. The 
lack of timely and accurate information can prove to be a major impediment in the 
effective allocation of resources. The Management Information Services Directorate in 
the ECDSD is responsible for gathering, disseminating and analysing information in 
SDMIS. This research considers the current use of MIS within Social Development 
and attempts to identify how MIS addresses the information needs of its clients. 
 
10 Review of MIS Evaluation Studies 
There has been various studies conducted to evaluate the effectiveness of MIS using 
different success dimensions. As alluded by Delone and Mclean, (2003:8) success 
dimensions, refers to aspects that were used to assess the effectiveness of 
information systems in order to conclude whether their implementation was successful 
or not.  Theses success dimension included amongst other things, system quality, 
information quality, service quality, and user satisfaction. Cited below are some of the 
studies that were reviewed by the researcher. 
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According to Zaied (2011:814), MIS has two dimensions that influence its utilisation in 
public sector institutions. Zaied’s study modified the dimensions mentioned above and 
added an additional two success dimensions (Management Support and Training). 
Thus leading to an integrated model for evaluating IS success being developed. The 
results from this study indicate that information quality has a strongly significant 
influence on IS success, followed by behavioural intention, perceived usefulness, with 
the least being user involvement (Zaied, 2011:818), The overall results show that the 
proposed model can be beneficial for decision makers in organisations for evaluating 
the implementation of information systems. The proposed model was adopted as a 
demonstration of its application in the assessment of critical success factors affecting 
information systems in the Egyptian public sector. This assessment was useful in 
supporting the decision makers in evaluating and developing the information systems.  
Ever since DeLone and McLean (D&M) developed their model of IS success, there 
has been much research on the topic of IS success, as well as extensions and tests of 
their model. In their 2008 study, Petter, DeLone and McLean reviewed 180 academic 
literature papers for the period of 1992–2007 that dealt with some aspect of IS 
success. They examined 90 empirical studies using the six dimensions of the D&M IS 
Success Model – system quality, information quality, service quality, use, user 
satisfaction, and net benefits. This study builds on prior research related to IS success 
by summarizing the measures applied to the evaluation of IS success and by 
examining the relationships that comprise the D&M IS Success Model in both 
individual and organisational contexts (Petter, DeLone & McLean, 2008:237). 
 
Heeks (1998) affirms that MIS can play a pivotal role in public institutions and he 
reviewed the fundamental role that is supposed to be played by MIS in a public sector 
organisation, that of supporting the work of managers. He emphasises the need to 
address the neglect of MIS by public sector managers and to reposition MIS and 
revive its role in supporting managers in decision making. However, in this research, 
Heeks (1998:8) mainly focuses on the role played by MIS in supporting monitoring and 
control, and not management as a whole. Hasan and Lampitsi (1995:215) further 
explore the role of MIS, in Australian public organisations, by focusing on access to 
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information systems by executives managing public institutions. They investigated the 
problems and opportunities that emanate from the utilisation of management 
information systems by top management in public institutions and how their 
involvement improves the alignment of the organisation’s information systems with 
strategic organisational goals. Moreover, the importance of MIS for strategic decision 
making and of quality information to support decision making is highlighted without 
underplaying the problems associated with MIS system deficiencies and flaws. 
 
Taleghani, Modabbernia and Gashti (2011) and Kivinen and Lammintakanen (2013) 
reviewed and analysed the effectiveness of management information systems by 
highlighting the importance of designing and establishing them so that they can 
support management so as to enable evidence-based decision making. In addition, 
regarding the user’s perspectives on information availability and information use, the  
constructs of system quality, information quality, use, user satisfaction, and 
development and information culture are investigated (Kivinen and Lammintakanen, 
2013:93). Likewise, Amin, Hussein and Isa (2011) assessed the effectiveness of MIS, 
but mainly focused on evaluating the level of satisfaction among system-users. The 
findings indicate that for the improvement of MIS quality one needs to understand 
different types of users and their information needs. 
 
Furthermore, Visser, Biljon and Herselman (2013) evaluated the pivotal role played by 
MIS in the effective and efficient running of Further Education and Training (FET) 
colleges. An evaluation model that encompassed both end-user satisfaction and 
system quality constructs was developed. 
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11 Applicable Legislation on Information Management 
Concerning the nature and place of MIS in the ECDSD, the following suite of 
legislation that provides guidance on MIS implementation will be taken into account.  
 The Constitution of the Republic of South Africa, 1996 (Section 195), provides 
among others for: 
 The effective, economical and efficient use of resources, 
 The provision of timely, accessible and accurate information, and  
 Requires that the public administration must be accountable. 
 
The objective of any public institution is to provide services in an effective, 
economic and efficient manner. For the managers of public institutions to 
evaluate the operational efficiency of their institution they need information that 
will either confirm that they have accomplished their goal, or if not what can be 
done to improve on that based on available information. Equally important is for 
public institution managers to account to the public they serve about their 
contribution to service delivery. The availability of timely and accurate 
information to validate that is made possible through MIS. 
 
 The Department of Public Service and Administration’s (Republic of South 
Africa, 2007) regulation on the Minimum Information Interoperability Standards 
(MIOS) for information systems in government sets out the Government’s 
policies and standards for achieving interoperability and seamless information 
flow across government as well as the wider public sector. This will assist in 
ensuring the integration of information systems and improve the quality of 
information provided. 
 
 The Public Service Regulation Act (Republic of South Africa, 2001) indicates 
that the role of an executive authority in a public instititution is not only to be 
limited to the development of strategic plans but also to specifying information 
systems by which the progress against plans will be monitored. It also further 
extends the role to include the development of an information plan that 
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supports the strategic plan, an information infrastructure plan, and an 
operational plan that comply with the interoperability and security standards of 
electronic government. This means that each Accounting Officer should have 
strategies in place to ensure efficient management of information to fulfil 
effectively the goals and objectives of their department.  
 
 The Government Wide Enterprise Architecture Framework (GWEA) 
Implementation Guide (Government Information Technology Officer’s Council of 
South Africa (GITOC of SA, 2010:7) is a framework that prescribes the manner 
by which information system architecture should be developed to ensure that 
ICT investments contribute directly to the performance of an organisation. This 
can be done by allowing the business architecture (e.g. business performance 
objectives, functions and services) to be the determinant of information system 
development (GITOC of SA, 2010:8). With the implementation of guidance 
provided by this framework, the quality of information system development can 
be greatly improved; as such IS development would have considered the 
objectives, functions, as well as the services provided by that particular public 
institution. 
 
 The Public Finance Management Act (Act 1 of 1999) has as one of it is the 
objectives to enable public sector managers to be held accountable and be 
able to provide timely and quality information for decision making. As one of the 
success dimensions for evaluating management information systems, the 
quality of the information provided has been cited as having a direct influence 
on the quality of decision taken. MIS assist in ensuring that this information is 
available and that managers are able to provide this information when required 
to account for decisions they have taken concerning budgeting and spending of 
public funds. 
 
 The Promotion of Access to Information Act of 2000 (Republic of South Africa, 
2000) gives effect to the constitutional right of access to data and information 
held by the State that is required for the exercise or protection of any rights. 
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Furthermore, this Act provides a framework for requesting such data and 
information. The Act aims to foster a culture of transparency and accountability 
in public and private bodies, and to promote, actively, a society in which the 
people of South Africa have effective access to information to enable them to 
more fully exercise and protect all of their rights. With the advent of this Act, the 
manner in which public sector information records are kept has been under 
scrutiny as often the information requested could not be provided to justify 
decisions taken by mangers in the execution of their duties. 
 
12 Information Management as part of organising 
As alluded by Pierce et al (2005:16), information management can be defined as the 
systematic control of information by managers in order to achieve the objectives of the 
public institution. Du Toit, Van der Waldt, Bayat and Cheminais (1998:25) write that 
information management is necessary to enable the managers of public institutions to 
understand their institution’s external environment and to develop internal 
relationships and structures necessary to reach and implement decisions that will 
allow their institutions to achieve success in the external environment. Information 
management deals with the management of information resources, with the focus 
being on the use of information resources, the roles and responsibility of the 
individuals utilising the particular information, the controls and performance measures, 
as well as the related business processes and objectives (Van Niekerk in Van der 
Waldt, Van Nierkerk, Doyle, Knipe and Du Toit, 2002:129-130).  
 
Information management involves the storage, retrieval and use of information. The 
guiding principle in information management is that information must be readily 
available at the time it is required and in the appropriate format. Information plays a 
crucial role in public sector institutions and in programmes under their control as its 
accuracy can affect how programmes can accomplish the goal for which they were 
established. Du Toit et al (1998:230) argue that serious mistakes can be expected 
when managers of public institutions manage information poorly. In order to manage 
information effectively, managers needs to consider that the public institutions they are 
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managing are governed by regulations that need to be complied with and be aware of 
the socio-political environments in which they work.  
 
Public institutions are created and maintained by people striving towards common 
goals and objectives. Such personnel, or workers, are an essential part of any 
organisation and a characteristic of people is that they communicate. In the work 
situation, communication is a natural process and humans are equipped with the 
necessary mechanisms for communication. However, communication marks the point 
of effectiveness and problems that may arise in many public institutions. 
Communication is not a simple process, as with any managerial process it requires 
skills and knowledge. Information and the flow of information are important 
prerequisites for effective work performance. The flow of information is influenced by 
how information gets to all work units of an institution, and how information is received 
from all parts of the institution. 
 
To affect the flow of information in an organisation it is necessary to create 
communication channels. Communication channels are of importance because it is 
necessary that instructions should flow from the chief officials at the top of the 
organisational structure to subordinate officials at lower levels. Linked to this is the 
requirement of accountability that should be given by subordinate officials to the chief 
officials. For this purpose, it can be stated that the line system, which is a system 
where the organisation structure specifically indicates which supervisor is accountable, 
has been identified as the best system for the public sector. The manner in which 
information can organised using systems theory to be discussed below. 
 
13  Systems Theory 
There are different models for evaluating a system but the Input Process Output (IPO) 
model is the most commonly used. This model affects three basic areas: input, 
process and output. In order to determine the value of a system and identify areas of 
improvement, this model collects the required information, analyses information and 
gives feedback to decision makers. Van der Waldt and Du Toit (1999:122) contend 
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that the systems approach makes it clear that it is very important to have feedback 
and information so that adjustments can be made. The coordination of activities within 
an institution largely depends on how information about that particular institution is 
communicated. Decision making, control and evaluation mainly depend on effective 
information and feedback. 
 
As noted, systems theory serves as a basis for this study to evaluate the efficiency of 
MIS in an organisation; as it is an approach that can be applied in analysing, 
designing and implementing an organised flow of managerial information. Systems 
theory is based on the premise that the total organisation is a system (Dye, 1984:40; 
Ozkan, 2003:3). System theory shows how systems can be used to provide 
information for decision making. A system can be thought of as an organised whole, 
made up of parts which are connected and directed to some purpose (Terry, 1977:27). 
As mentioned, systems are thus basic to human activities. Systems theory has 
essential phases or components and takes place in a specific environment. Each 
system has an input, processing, output and feedback phase (Dye, 1984:41; Bagad, 
2009:4). The efficiency of MIS in providing suitable, relevant and timely information 
can thus be evaluated in each of the four phases. 
  
14 MIS Evaluation Models 
The measurement of information systems success or effectiveness is critical to an 
understanding of the value and efficacy of IS management actions and IS 
investments. An evaluation of the MIS can only be done in the context of the 
objectives, function and outputs the system was developed to achieve. In this context, 
the evaluation of the MIS will be based on the framework shown using a systems 
framework of inputs (technical, organisational and behavioural factors), processes, 
outputs, outcomes and impact. Substantial developments have been made towards 
understanding the nature of IS success. This has been done not only with the intention 
of measuring the success of IS beyond return on investment, but to also look at 
tangible and intangible assets (Negash, 2004:179; Seddon, 1997:242).  
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Evaluation research is applied to social science in the form of procedures in order to 
assess the conceptualization, design, implementation and utility of social intervention 
programmes (Babbie & Mouton, 2001:335). Furthermore, evaluation studies have 
three main purposes; firstly, to judge merit or worth, secondly, to improve programmes 
and thirdly, to generate knowledge (Lange & Luescher, 2003:66). The following 
models that have been used to evaluate the performance of information systems in 
both private and public sectors will be briefly described below. These evaluation 
models are:  
 DeLone and McLean Information System Success Model (D&M IS Success 
Model)  
 Technology Acceptance Model (TAM) 
 Task-Technology Fit Model (TTF)  
 End user Computing Satisfaction Model (EUCS).  
 
14.1 DeLone & McLean Information Success (IS) Model 
This model assesses information systems using six dimensions; namely, system 
quality, information quality, system use, service quality, user satisfaction, and net 
benefits. Petter, DeLone and Mclean (2008:236) examine the relationships of these 
dimensions in both individual and organisational contexts. Organisation focus is on 
developing, utilising and evaluating utilitarian IS to improve individual and 
organisational performance.  
 
Although this IS Model forms the basis of most of the research conducted in 
information technology, it has been criticised for combining the process and variance 
approaches (Seddon, 1997:244). Furthermore, Seddon (1997:245) argues that the 
D&M IS Success Model in its original form was confusing, partly because both process 
and variance models were combined within the same framework. This model has also 
been criticised for not including service quality in its earlier success model (DeLone & 
McLean, 2003:230). After reviewing and evaluating this debate, DeLone and McLean 
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(2003:238) chose to add service quality in their updated IS success model, stating, 
“the changes in the role of IS over the last decade argue for a separate variable, the 
‘service quality’ dimension”. 
 
14.2 Technology Acceptance Model (TAM) 
Davis (1989:24) developed TAM and states that the use of technology is determined 
by behavioural intention to use the technology, which in turn is determined by 
perceived usefulness. Thus, attitude, perceived ease of use, and usefulness are 
determinants of system use. Moreover, Davis suggests that TAM is a suitable model 
to explain and characterise the reasons why users accept or reject IS. TAM is useful 
both as a predictive method and as an evaluation technique. ‘Predictive method’ refers 
to the assessment of the likelihood of people and organisations to adopt a particular 
new technology (Nance & Straub, 1999:2; Chuttur, 2009:2; Turner, Kitchenham, 
Brereton, Charters & Budgen, 2010:464). ‘Evaluation technique’ refers to the 
assessment of the acceptance of technology already in use (Nunes & Peng, 2011:4). 
TAM is based on social psychology theory, in particular theory of reasoned action 
(TRA) (Chuttur, 2009:3). TRA is based on the assumption that people, in the 
performance of their organisational tasks, consider the impact of their possible actions 
and this reasoning affects their decisions to undertake these actions (Nunes & Peng, 
2011:6). Therefore, based on TRA, TAM assumes that technology acceptance and 
usage is determined by users’ reflections and reasoning, that in turn determine their 
attitudes, intentions and internal beliefs. 
 
Despite the many additions and changes to TAM as a methodology, the original 
emphasis, that is the identification of the effective factors that influence user 
acceptance of IS, remains today. Chuttur (1999:16) has identified some of TAM’s 
limitations; namely, the methodology used to test the model, variables and 
relationships present within the model and the theoretical foundation for the model 
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14.3 Task-Technology Fit Model (TTF) 
The TTF model indicates that performance will be increased when a technology 
provides features and support that fit the requirements of the task (Goodhue & 
Thompson, 1995:66). This model has been criticised for focusing on fit alone and 
because it does not give adequate attention to the fact that systems must be utilised 
before they can have any impact on performance. 
 
14.4  End-user Computing Satisfaction Model (EUCS) 
Doll and Torkzadeh (1988:44) investigated end-user computing satisfaction by 
contrasting traditional versus end-user computing environments and reported on the 
development of an instrument that merges ease of use and information product items 
to measure the satisfaction of users who directly interact with the computer for a 
specific application. The identified underlying factors, or components, of end-user 
computing satisfaction acquired by factor analysis examine information systems with 
regards to: content, accuracy, format, ease of use and timeliness. 
 
The EUCS Model has its fair share of critics. Roy and Bouchard (1999: 50) assert that 
user satisfaction is rarely used as a measure for system success because of the 
following several limitations: 
 The instruments were developed to assess the satisfaction level of a single 
respondent, whereas in practice there are different users requiring different 
surveying tools. 
 The format of the instrument may not be well suited for all measurement 
exercises because it was developed as a paper or electronic format and is not 
appropriate for other survey types such as face-to-face or via telephone. 
 The organisational objectives may put more or less emphasis on certain 
aspects, depending upon the use for which the organisations intend the data. 
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 As not all users benefit equally from the implementation of information systems, 
the timing of assessment differs depending on the organisation and user 
impact. 
 
15 A Systems Framework for evaluating MIS 
As argued by Lucey (2005:34), systems theory is a framework that helps in the 
analyses and exploration of the operations and interactions that exist in systems. This 
approach views the organisation as a set of interrelated subsystems in which variables 
are mutually dependent on each other. Sadagopan (1998:1) describes this 
interrelation as being the relationship between component and organisation that gives 
purpose to the system’s existence. The manner in which these components operate 
has to be coordinated to attain organisational goals and to create synergy in the 
system. This will also improve organisational results, as the organisation will be well 
integrated and work towards a common goal. A system needs to be controlled to 
regulate and monitor its behaviour. It also needs to provide feedback on the output to 
control the system’s performance. Furthermore, Ozkan (2003:3) confirms that the 
interaction between various components of a system is dependent upon integration, 
communication and decision making. Sadagopan (1998:2) asserts that management 
of information in an organisation is mainly based on the systems approach. MIS is 
characteristically an integrated combination of functional information systems that is 
designed to meet the information requirements of the subdivisions of an organisation. 
Moreover, he (1998:4) believes that MIS assist in coordinating and integrating different 
subsystems within an organisation so as to create synergy.  
 
According to Lucey (2005:34), systems theory is a trans-disciplinary study of the 
abstract organisation of phenomena, independent of their substance, type, or spatial 
or temporal scale of existence. System theory originated in the natural sciences in 
efforts to understand sets of objects, the relationships between those objects, and the 
relationship between sets of objects and their environments. Systems theory gives a 
better understanding of how the system behaves. Systems can be broken down into 
subsystems that interact and respond to each other, for example, the subdivisions of 
34 
 
any business such as Finance and Human Resources management. An organisation 
can be said to consist of three major subsystems; namely, an organisational structure, 
a technological system (including MIS), and a social system. 
 
MIS deals with the coordination and use of three very important organisational 
resources namely, people, information and information technology. People use 
information technology to work with information. Thus, it can be said that the primary 
aim of MIS is to support the goals and objectives of the organisation as driven by 
competitive pressures and determined by appropriate business strategies. 
 
 Figure 3: Systems Diagram with Feedback 
 
ProcessInput Output
Feedback
 
 Source: Beynon-Davies (2002:48). 
Similar to system theory, the processing of data in MIS, as seen in Figure 3, has four 
stages: 
 Input where data is collected and entered into the computer,  
 Processing where data is manipulated into information,  
 Output where information is displayed or presented, and  
 Storage where data and information are maintained for later use (Lucey, 
2005:169; Beynon-Davies, 2002:48). 
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The quality of output produced is influenced by input deployed and processing 
technique, so the feed will determine what can be done to improve the output by 
reviewing the process of transforming input into output. 
 
16 Conclusion  
This chapter reviewed the concept of MIS and its characteristics, and the benefits as 
well as its limitations. Additionally, it has explained various models used to evaluate 
information systems, as well as described studies conducted to assess the role of MIS 
in public institutions. From this chapter’s discussion, it may be argued that irrespective 
of organisation size and type, the role that MIS plays has significantly increased and 
the use of MIS as a tool to improve decision making by providing management with 
timely and relevant information should not be discounted. 
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 CHAPTER 3 
 RESEARCH DESIGN AND METHODOLOGY 
1 Introduction 
This chapter outlines the research design and methodology adopted for the study. As 
mentioned, this study is about an analysis of information management and utilisation 
of MIS in the ECDSD. The research is intended to evaluate MIS and the effectiveness 
of its utilisation in decision making. The choice of research methodology is mainly 
influenced by the research context, research objectives and research question. This 
chapter firstly describes and explains the methodological paradigm adapted for the 
study and provides motivation for the instruments used in gathering data. Secondly, 
the chapter is used to explain the processes of data gathering, sampling and analysis 
of data. Lastly, the chapter describes and explains the steps in the qualitative research 
methodology that is adopted for the study. To begin though, is an explanation of 
permission granted to conduct the study. 
 
2 Permission to conduct the Study  
Permission was sought and granted by the Head of the ECDSD. A letter of 
authorisation permitting all employees to partake in the research was also attained 
(Annexure A and B). The research has been conducted in according with set 
regulations as stipulated by the Nelson Mandela Metropolitan University (Annexure C). 
 
3 Limitations of the Study 
The researcher encountered many challenges during this project. Though some of the 
challenges were anticipated and alternative provisions were made, no one could have 
a contingency plan for every circumstance. Forty questionnaires were distributed; 
these included thirty self-administered questionnaires and ten questionnaires used for 
semi-structured interviews. Out of the forty questionnaires issued, twenty-seven were 
returned; these consisted of twenty self-administered surveys and seven semi-
structured interview questionnaires. 
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Listed below are some of the challenges encountered by the researcher when 
conducting the research: 
 Responses were not always received on time. 
 Some respondents misplaced the questionnaires.  
 Some interviewees were not present on the dates scheduled for interviews. 
 Some interview appointments were rescheduled at last minute. 
 
Response rate 
Out of the forty questionnaires that were distributed, twenty-seven were returned; this 
constitutes a response rate of 68%. This response rate was higher than the 
anticipated 50%. Although this is less than 70%, which is considered a good response 
rate for analysis (Neuman, 2006:295; Babbie, 1990:182), it was considered sufficient 
as it is more than 50% and was considered a fair representation of the survey 
population. 
 
4 Research Design 
Research design refers to the overall plan for collecting and analysing data, including 
specification for enhancing the internal and external validity of the study (Polit & 
Hungler, 1993:455). Additionally, research design provides the theoretical background 
of the methods to be used in the research (Polit & Hungler, 1993:455). Further, 
research design refers to the researcher’s overall plan for obtaining answers to the 
research questions and for testing the research hypothesis (Polit & Hungler, 
1993:129). Kerlinger (1986:10) states that scientific research is a systematic, 
controlled, empirical and critical investigation of a natural phenomenon that is guided 
by theory and hypothesis about presumed relations among such phenomena. In every 
research project, it is important to determine exactly what methods are to be used to 
collect data and what factors will influence the collection. The research design clarifies 
the strategies and techniques that can be adopted to develop information that is 
accurate, objective and interpretable. Hofstee (2006:120) claims that research design 
is the basic plan that guides the data collection and analysis phases of the study. It 
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provides the framework that specifies the sources of data and the type of data to be 
collected. 
 
5 Research Methodology 
Fundamental to every scientific research is a method that can be explained as a 
prescribed manner for performing a specific task with adequate consideration of the 
problem, objectives and hypothesis (Kerlinger, 1986:12). The method explains how 
one has arrived at a particular conclusion. Thus, Hofstee (2006:107) affirms that the 
method is vital to the success of the study because a result can only be accepted, 
rejected, replicated or even understood in the context of how it was reached. Mouton 
(2001:35) states that research methodology involves the application of a variety of 
standardised methods and techniques in the pursuit of valid knowledge, and is 
committed to the use of objective methods and procedures that will increase the 
likelihood of attaining validity. Further, Mouton (2001:36) emphasises that the research 
methodology refers to the means required to execute a stage in the research process. 
It explains the knowledge of how to do things or the total set of means that social 
scientists employ in reaching good and valid knowledge. The methodology adopted for 
this study is a qualitative approach. The selection of this approach is based on the 
advantages it provides by its techniques used to collect data and process the 
responses from the identified respondents. The data collection technique used in this 
study is interviews and questionnaires. 
 
Empirical research also involves the selection of respondents drawn from a larger 
population to answer questions, whether verbally as during an interview or in written 
form as in response to questionnaires (Bailey, 1982:110; Polit & Hungler, 1993:445). 
The research population used in this study is explained in the following section. 
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6 Research Population  
A population is a group of potential participants from which the researcher draws a 
sample and to which results from the sample are generalised (Neuman, 2006:224; 
Salkind, 1997:96). Brynard and Hanekom (1997:43) define ‘population’ as being 
objects, subjects, phenomena, cases, events and activities that the researcher would 
like to study to identify data. Polit and Hungler (1993:37) refer to the population as an 
aggregate or totality of all the objects, subjects or members that conform to a set of 
specifications. A specific relationship thus exists between the population and the 
sample; as the population is the entire set from which individuals or units of the study 
are selected.  
 
In this study, the population comprised of employees of the ECDSD. Depending on 
the objectives and scope of the study, the entire population can be too big to make a 
meaningful and objective study for the purpose of a mini-dissertation. Neuman 
(2006:224) maintains that in this regard, drawing a sample from the entire population, 
that is referred to as target population. This target population is then studied and from 
those results generalisation can be made for the whole population. Further, it can be 
deduced that a small sample size from the population should be used. This is because 
small-sized samples, that are a cross-section of the entire population, may help save 
time and cost as it may be impossible to cover the whole population. 
 
6.1  The Eligibility Criteria 
These criteria specify the characteristics that people in the population must possess in 
order to be included in the study (Polit & Hungler, 1999:278). The eligibility criteria in 
this study were that the participants had to: 
 Be employed by the ECDSD office in King William’s Town. 
 Utilise MIS in the performance of their functions. 
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7 Sampling Procedure 
It would be ideal for one to study the entire population but this is not usually feasible 
and therefore one must settle for studying a sample. Sampling refers to the process of 
selecting any portion or elements from the target population used as representative of 
that population. A sample always implies the simultaneous existence of a larger 
population of which the sample is the smaller section or a set of individuals selected 
from the target population (Neuman, 2004:111; Babbie, 2007:247). Data is generally 
collected from a sample rather than an entire population, as this is both less costly and 
more practical. 
 
A purposive sample from the ECDSD was identified for this study. According to 
Neuman (2006:111) and Babbie (2007:247), purposive sampling can be described as 
a sampling strategy where participants are selected according to preselected criteria 
relevant to a particular research question. This technique was chosen to select 
participants based on the criteria mentioned below and their role in utilising information 
for decision making and the performance of operational functions. The preselected 
criteria used in this study are as follows: 
 The population selected for the study should include internal departmental unit 
senior managers, line managers and staff in the Management Information 
Office.  
 The selection of the population should be limited to the head office of the 
Eastern Cape Department of Social Development. 
 
Initially, the sample size was supposed to consist of fifty purposively selected 
respondents from all sections of the ECDSD that utilise MIS in the performance of 
various functions. However, due to a reluctance to participate by some participants, 
the researcher reduced the figure to forty. This sample size is considered appropriate 
for a treatise of this nature, and not too large to be superfluous or yield repetitive data. 
This sample was further subdivided into thirty respondents that completed self-
administered questions and ten respondents that were questioned in semi-structured 
interviews. 
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8 Data collection instruments 
According to Neuman (2006:20), data collection is the precise and systematic 
gathering of information relevant to the research purpose or the specific objectives, 
question or hypothesis of the study. Data needs to be collected and analysed to test 
the viability of the hypothesis. Further, scientific research consists of two 
supplementary phases, namely a theory construction phase that is based on a 
literature study, and a theory testing phase that is based on an empirical study. 
Various instruments can be used for the collection of data, for example, literature 
studies, interviews and questionnaires. As noted, the instruments used in this study for 
the collection of primary data are self-administered questionnaires and semi-structured 
interviews.  
 
The process of data collection was carefully planned, managed and precisely defined 
to ensure that the gathered information is relevant to the research purpose and the 
specific objectives, question or hypothesis of the study. The questionnaire details of 
the self-administered questionnaires and semi-structured interviews are as follows. 
 
 Questionnaire Details 
A questionnaire can be described as a method of collecting primary data where 
a list of pre-structured and pre-tested questions is given to a chosen sample to 
elicit reliable responses (Neuman, 2006:322). The questionnaire will always be 
an intrusion into the life of the respondent, be it in terms of time taken to 
complete the questionnaire, level of threat or sensitivity to questions, or 
possible invasion of privacy.  
 
According to Babbie and Mouton (2006:223), questionnaire respondents are 
not passive data providers for researchers, rather they are subjects not objects 
of research. The questionnaires used in this study were self-administered 
questionnaires and were handed over to the respondents to complete in their 
own time. In each questionnaire, open-ended and closed-ended questions were 
used. Open-ended questions do not restrict the respondent’s answers to a pre-
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established option; rather, the respondents select one or more of the specific 
categories provided by the researcher. Whereas, closed-ended questions are a 
type of survey research questions in which respondents choose from a fixed set 
of answers (Polit & Hungler, 1993:281).  
In each questionnaire, questions were scaled by using a dichotomous scale for 
all “Yes” and “No” questions, and a summated scale (the 5 point scale) was 
used for “Always” and Sometimes” questions. The type of summated scaling 
used is a Likert Scaling where respondents are asked to respond to five items 
in terms of several degrees of likelihood, for example: always, never, don’t 
know, a few times, and sometimes. A scale is described as “a quantitative data 
measure that is often used in survey research to capture the intensity, direction, 
level or propensity of a variable construct along a continuum” (Neuman, 
2006:127).  
 
 Self-Administered questionnaires 
This technique has been chosen as it is viewed as being reliable because it 
allows questions to be standardised, and questionnaires can be distributed to a 
large sample size. The research considered the following focus areas when 
developing the questionnaire, namely, system quality, information quality and 
the nature of information provided by the system. The survey questionaire 
schedule (included as annexure D of this dissertation) comprised of questions 
on the following sections: 
o Section 1: Demographic information of the employees who utilise MIS 
o Section 2: System quality 
o Section 3: Quality information provided by MIS 
o Section 4: Nature of information provided by MIS 
 
The questionnaires were distributed and collected by hand. 
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 Semi-Structured Interviews  
This technique has been used to supplement the self-administered 
questionnaires due to its response rate and to because it allowed the 
researcher to clarify questions where necessary to the respondent. Interviews 
with ECDSD personnel in the provincial office were conducted during October 
2013 based on the availability of the individual interviewees. Setting up 
interviews was quite challenging during this time, as the Department was busy 
with quarterly reviews and other service delivery commitments as October is a 
Social Development month on the Department’s events calendar. The 
researcher was able to be flexible enough to make provisions for a change in 
schedule to ensure that interviews were finally conducted. The interview 
schedule was designed to investigate the interviewee’s knowledge on the 
utilisation of MIS in the department, ease of use of information provided by MIS, 
relevance and timeliness of information as well as establish whether the 
information provided by MIS meets the Deparment’s information needs.  
 
The semi-structured interviews were used in instances where the researcher 
needed to probe the respondents and allow them the opportunity to elaborate 
and express themselves with the intention to extract unexpected, well thought-
out answers, and gain in-depth, ample information. Interviews were conducted 
with seven officials that form part of the Department’s senior management. The 
respondents’ responses were recorded through note taking. This data collection 
method elicited ample of information as the open-ended form of questions 
allowed the respondent to express their views, as they were not limited to 
prescribed answers, as would have been the case if they were asked closed-
ended questions. 
 
 Document Analysis 
Secondary data was collected through analysis of existing documents 
(legislation and other official reports), information from journal article, books and 
other research reports. Among the documents analysed were legislations that 
dealt with the availability of information to effective account for investment 
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made on Information Technology Infrastructure as well as availability of 
information to improve operational efficiency.  
 
9 Data analysis 
The purpose of any research includes the collection of data from which deductions can 
be made. To answer the research questions meaningfully, the collected data must be 
processed and analysed in some orderly and coherent fashion so that patterns and 
relationships can be discerned. The data for this study has been analysed by the 
Statistics Department of the Nelson Mandela Metropolitan University. Descriptive 
statistics has been used to analyse the data in this study with assistance from a 
professional statistician. Analysed data has been organised and presented graphically 
to describe perceptions of management on the manner in which MIS has been utilised 
for decision making and to improve operation efficiency. 
 
10 Ethical Considerations 
This study has been conducted in line with the regulations and guidelines stipulated by 
the Nelson Mandela Metropolitan University. Researchers have an ethical 
responsibility to recognise and protect the rights of human research respondents. 
Consent forms issued by the Nelson Mandela Metropolitan University were given to 
each of the respondents to complete and the ethical principles below were explained 
to the participants. Ethical principles that were considered in this study are the 
principles of voluntary participation, informed consent, deception, no harm to 
participants, anonymity and confidentiality. 
 Voluntary participation: The researcher needed to recognise the fact that 
respondents were to participate at their own will. The researcher explained to 
the respondents that their decision to partake or not to partake was voluntary 
and that they would be allowed to withdraw from participation any time during 
the research. 
 Informed consent: The purpose of the study and the risks involved were 
clarified to the respondents so that they were able to determine whether they 
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were willing to participate or not. The respondents were also informed that they 
were free to withdraw from the study if they felt they were not comfortable to 
continue. They signed the consent form to confirm this. 
 Deception: The researcher identified herself, and explained the reasons for 
conducting the research to the respondents. The researcher also furnished the 
respondents with all the necessary documents that explain the purpose of the 
study so that the respondents could have an understanding of why the study 
was undertaken. 
 No harm to participants: The study will not expose respondents to any harm, 
be it physically, psychologically, or emotionally. The researcher has ensured 
that the information required from the respondents would not be embarrassing 
and does not have a potential of endangering their lives 
 Anonymity and confidentiality: The research has been conducted in a 
manner such that the participants would in no way be associated with their 
given responses. The consent form also emphasised that the respondents had 
the right not to disclose their names if they were not comfortable doing so.  
 
11 Conclusion  
This chapter has explored the research methodology used in order to evaluate the 
utilisation of MIS in the provincial office of the ECDSD. Each step undertaken in 
conducting this research has been explained, from the overall research plan to the 
details of how each step was carried out. The entire research process has been 
logically thought through to ensure that nothing was omitted. As noted, a qualitative 
approach has been adopted by the researcher in the process of investigating the 
utilisation of MIS in the ECDSD. The selection of a qualitative approach was based on 
it being probably the most reliable method, provided it is properly conducted so that 
the researcher does not influence respondents by eliciting a desired reply. As 
mentioned, sampling included officials utilising MIS, employees of the Management 
Information Services Unit, and senior management of the institution; this was done in 
order to gain ideas from all stakeholders utilising MIS. Lastly, it was noted that during 
the interview process ethical consideration was insured. The next chapter will deal 
with the interpretation and analysis of data. 
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 CHAPTER 4 
 DATA ANALYSIS: INTERPRETATION and EMPIRICAL FINDINGS 
1 Introduction 
The focus of this chapter is on the interpretation of data collected using questionnaires 
(with closed and open-ended questions) that were distributed to a sample of 
employees of the Eastern Cape Department of Social Development and Special 
Programmes. Additionally, ten selected senior managers were interviewed to reinforce 
and clarify some of the responses gathered from the self-administered questionnaires. 
This was due to their specific knowledge and utilisation of MIS in the ECDSD. As 
noted, forty questionnaires were distributed, twenty-seven of which were returned. The 
chapter provides an analysis of empirical findings based on the semi-structured 
interviews and survey questionnaires. 
 
2 Empirical findings based on survey questionnaires and interviews 
In this section, the analysis of the demographic profile of MIS users is organised 
according to the following, the distribution of MIS users’ age, and gender, which 
directorate they work at, the length of their employment, the length of employment in 
their current position, their educational qualification, as well as their levels of computer 
proficiency. 
 
2.1 Demographic profile of MIS users 
As mentioned, out of the forty questionnaires that were distributed, twenty-seven 
questionnaires were received back from the staff of the ECDSD Provincial Office, and 
they revealed the information regarding the demographic profile of respondents 
discussed below. 
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2.1.1 Age distribution of the respondents 
Figure 4 is a graphical presentation of the age distribution of respondents. 
Figure 4: The age distribution of respondents. 
  
Figure 4 shows that almost half of respondents are between the ages of 31 and 40, 
with ages between 20 and 30, and 41 and 50, together, making up the other half. 
From the above statistics, one can draw inference that the Department’s senior 
management age distribution is mostly concentrated between the ages of 31 and 40 
years. Further, it could be implied that this is a fair reflection of what one can expect in 
the whole population of the Department’s senior management as by that age range 
one is expected to have accumulated enough experience and maturity to be at this 
level. A person who started working at around 21 years would have had about ten 
years of work experience in the field and should have acquired enough skills and 
experience to be leading a directorate at an age of 31 years. 
 
At an age of above 40, some would have been promoted to an executive management 
position, which include the General Managers, Chief Directors, and Head of 
Department/Director General. The decline from 48% to 22% might be because of 
those career progressions. 
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The smaller percentage of 30% in senior management between the ages of 20 and 30 
years should mostly be made up of those close to 30 years who have just moved to a 
senior management level from supervisory/middle management level. Usually the 
requirements at a senior management level are that one has about eight years work 
experience in the field, with three of those years spent in a supervisory/middle 
management position. Therefore, a person who started work at about 21 years would 
normally meet those requirements by the time they are about 29 years. 
 
2.1.2 Distribution of the respondents by directorates 
Figure 5 shows a graphical presentation of the distribution of respondents by 
directorates. 
Figure 5: Distribution of respondents by directorates.  
 
Figure 5 shows that 30% of the respondents are from Financial Management, 22% 
from Supply Chain Management, 19% from Corporate Services, and Chief Information 
Office and Social Welfare services share equally the remaining 30%. 
The ECDSD has two core programmes: Social Welfare and Social Development. Even 
though these are central to the purpose of the Department, their ability to operate is 
dependent on three secondary resource management services; namely, Financial 
Management, Supply Chain Management, and Human Resource Management. Thus, 
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it is not surprising that these together will constitute a majority of human resources that 
are required in running the Department. As a result, the sample gives us a true 
reflection of senior management distribution within the Department’s directorates. 
 
2.1.3 Highest academic qualification of MIS users 
Figure 6 below shows a graphical presentation of the distribution of respondents by 
their academic qualifications. 
 
Figure 6: Distribution of respondents by academic qualification. 
 
Figure 6 shows that 59% of respondents have a diploma, 19% a bachelor’s degree, 
and 22% a post-graduate qualification. 
A relevant diploma is the minimum academic requirement to be considered for a 
senior management position. It is therefore not surprising that the distribution is 
concentrated at that qualification. Some of the employees once at the management 
level will further develop themselves academically with post-graduate management 
qualifications to be able cope with the management and strategic issues required from 
a manager. Therefore, 22% of respondents with post-graduate qualification are made 
of such employees. 
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There is a small distribution of 19% on those with bachelor’s degrees, which is a 
qualification just above the minimum academic requirement of a diploma. 
 
2.1.4 Length of employment 
Figure 7 below shows a graphical presentation of the distribution of respondents by 
their length of employment. 
 
Figure 7: The distribution of respondents by length of employment.  
 
Figure 7 shows that 4% of respondents have been employed by the Department for 
less than a year, 19% for 1 to 3 years, 37% for 4 to 6 years, and 41% for 7 years or 
more. 
The respondents who have been employed by the Department for six or less years are 
most likely senior management employees who were recruited at middle or senior 
management level from other organisations. It is highly unlikely that they started their 
careers at the ECDSD, as it is highly unlikely that one would begin one’s career and 
progress to senior management level within six years. Therefore, it can be concluded 
that the 59% of respondents with six or less years with the Department did not begin 
their careers at the ECDSD; however, there might be some from the 41% with seven 
or more years with the Department who did begin their careers at the ECDSD. 
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2.1.5 Length of employment in current position 
Figure 8 below shows a graphical presentation of the distribution of respondents by 
the length of employment in their current positions. 
 
Figure 8: The distribution of respondents by length of employment in their current positions. 
 
The majority of respondents have been employed in their current positions for 1 to 6 
years, with 15% at less than a year, and 4% at 7 or more years. This duration also 
includes employment at the current position if an employee held the same position in 
another organisation before moving to the Department. 
About a third of the respondents have extensive experience of 4 to 7 years in their 
current senior management positions, while more than half of the respondents have 
solid work experience (1-3 years) in their current positions. This data seems to 
suggest a positive situation as due to the length of work experience in their respective 
current positions the respondents may have a good understanding of their jobs.  
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2.1.6 The computer proficiency of MIS users 
Figure 9 below shows a graphical presentation of the distribution of respondents by 
their MIS proficiency level. 
 
Figure 9: The distribution of respondents by MIS proficiency.  
 
Figure 9 shows that the majority of respondents have an intermediate to advanced 
level of MIS proficiency, with only 7% of respondents having basic MIS proficiency. 
These statistics give a high level of confidence in terms of the respondents’ proficiency 
level and knowledge of MIS. These employees have a good to excellent 
understanding of MIS and their responses are likely to give a true reflection of the 
entire senior management population that use MIS. 
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3 Interpretation of Responses 
Table 1: Responses on knowledge of MIS and quality of information provided by MIS 
 
Valid No. 
of 
Responde
nts Mean Median Mode 
Freque
ncy of 
Mode 
Mini
mum 
Maxi
mum 
Std. 
Dev. 
Knowledge of Management Information System         
C1 Do you have an understanding of what MIS is? 27 1.59 1 1 15 1 5 0.89 
C2 Are you aware of how MIS can be utilised? 27 1.67 1 1 15 1 5 0.96 
C3 Have you been trained on how to use MIS? 27 2.00 2 2 12 1 5 1.14 
Quality of information provided by MIS          
D1 
Does the information available on MIS contain all the 
key data needed? 27 1.78 1 1 15 1 5 1.12 
D2 Is the information available on MIS always accurate? 27 1.70 2 1 13 1 4 0.87 
D3 Is the information always available when needed? 27 1.44 1 1 16 1 3 0.58 
D4 Is the information from MIS easy to understand? 27 1.33 1 1 18 1 2 0.48 
D5 Is the information from MIS always timely? 27 1.52 1 1 14 1 3 0.58 
D6 
Is the information from MIS readable, clear and well 
formatted? 27 1.41 1 1 19 1 4 0.75 
D7 Is the information from MIS in a readily usable format? 27 1.26 1 1 22 1 4 0.66 
D8 Is the available information relevant? 27 1.59 2 2 14 1 3 0.57 
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3.1 Analysis of Responses 
Knowledge of Management Information System 
C1: The responses to this question have a mean of 1.59, which means the 
respondents do have some understanding of what MIS is. A mode of 1 means that 
most of the responses to this question is “always”. 
C2: The responses to this question have a mean of 1.67, which means the 
respondents have some level of awareness of how MIS can be utilised, but this is 
not so all of the time. A mode of 1 means that most of the responses to this question 
is “always”. 
C3: The responses to this question have a mean of 2.00, which means that the 
respondents have been trained on MIS at some point. A mode of 2 means that most 
of the responses to this question is “sometimes”. 
 
Quality of information provided by MIS 
D1: The responses to this question have a mean of 1.78, which means that the 
respondents have had complete data from MIS most of the time. A mode of 1 means 
that most of the responses to this question is “always”. 
D2: The responses to this question have a mean of 1.70, which means that the 
respondents have had accurate data from MIS most of the time. A mode of 1 means 
that most of the responses to this question is “always”. 
D3: The responses to this question have a mean of 1.44, which means that the 
respondents have had MIS information available when needed most of the time. A 
mode of 1 means that most of the responses to this question is “always”. 
D4: The responses to this question have a mean of 1.33, which means that the 
respondents have had MIS information that is easy to understand most of the time. A 
mode of 1 means that most of the responses to this question is “always”. 
D5: The responses to this question have a mean of 1.52, which means that the 
respondents have had timely information from MIS most of the time. A mode of 1 
means that most of the responses to this question is “always”. 
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D6: The responses to this question have a mean of 1.41, which means that the 
respondents have had readable, clear, and well-formatted information from MIS most 
of the time. A mode of 1 means that most of the responses to this question is 
“always”. 
D7: The responses to this question have a mean of 1.26, which means that the 
respondents have had MIS information that is readily usable most of the time. A 
mode of 1 means that most of the responses to this question is “always”. 
D8: The responses to this question have a mean of 1.59, which means that the 
respondents have had relevant information from MIS most of the time. A mode of 2 
means that most of the responses to this question is “sometimes”. 
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4 Results and analysis of nature of information provided by MIS  
Table 2: Analysis of the nature of information provided by MIS 
 Question Response Results Analysis 
F1 What type of reports does MIS 
provide? 
56% of respondents believe that 
MIS provides standard reports 
and 44% believe it provides 
customised reports. 
An almost equal distribution of respondents’ data 
suggests that MIS provides reports that meet users’ 
expectation whether they are system standard reports or 
customised reports that are normally provided on 
request. 
F2 Are the reports provided 
dependent on receipt of 
request? 
The majority (89%) of users 
agree that the provision of reports 
by the MIS unit is dependent on 
receipt of request while 11% 
disagree. 
This might be because MIS standard reports do not 
entirely present information that the majority of users 
need, hence they have to request specific reports 
whenever they are needed. This contradicts with the 
response in F1 where users share an almost equal 
opinion in terms of MIS providing standard or customised 
reports. This contradiction might be because the 
respondents when responding to F1 did not fully 
understand the difference between standard and 
customised reports. 
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 Question Response Results Analysis 
F3 How often do you receive/ 
submit request for reports? 
52% of respondents submit 
requests for reports once a 
month, 26% request them 
weekly, while 22% request them 
daily. 
Fewer respondents say that they request reports on a 
daily and weekly basis, this suggests that system 
standard reports mostly meet weekly and daily business 
reporting needs. More than half of the respondents say 
that they submit requests for reports once a month. This 
suggests that there is more that could be done on MIS to 
ensure that the monthly reporting needs of the business 
are met through the provision of monthly reports in the 
form of system standard reports.  
F4 1. Do you think the MIS reports 
are easy to use?  
All respondents agree that MIS 
reports are easy to use. 
This suggests that because the information of MIS 
reports is well presented and easily interpreted, the 
information is easy to use.  
F5 In your view, is it easy to 
access the information on 
MIS? 
All respondents agree that 
information on MIS is easy to 
access. 
This suggests that MIS users are granted relevant access 
to information that they need. 
This might also suggest that MIS is well designed and is 
user-friendly, thus getting to the information needed is not 
a complicated task.  
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 Question Response Results Analysis 
F6 Do you believe MIS meets the 
Department’s information 
requirements? 
The majority of users (89%) 
agree that MIS meets the 
department’s information 
requirements, while 11% 
disagree. 
That the majority of respondents agree that MIS meets 
their information requirements suggests MIS keeps and 
makes available information as required. However, 
information requirements will need to be reviewed to 
address the unmet need of the 11% who disagree.  
 
F7 Does the management of the 
Department utilise the 
information provided for 
decision making? 
The majority (85%) of 
respondents agree that they use 
information provided for decision 
making, while 15% of 
respondents disagree. 
This suggests that information provided by MIS is mostly 
relevant to the current business needs. MIS requirements 
must again be reviewed to see why 15% disagree. 
Possible reasons for this could be that their needs are not 
fully met by MIS, or they are not fully informed on what 
MIS can provide. 
F8 Is the information provided by 
MIS comprehensive enough to 
expedite decision making? 
67% of respondents agree that 
the information provided by MIS 
is comprehensive enough to 
expedite decision making, while 
33% disagree. 
While two thirds agree that information provided by MIS 
is comprehensive enough, there might still be sources of 
information that are not yet integrated to meet fully the 
expectations of the other third who do not agree. MIS 
information requirements will therefore need to be 
reviewed to identify possible integration gaps. 
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 Question Response Results Analysis 
F9 Has the availability of 
information through MIS 
enhanced decision making? 
78% of respondents agree that 
the availability of information on 
MIS has enhanced decision 
making, while 22% disagree. 
Statistics results suggest that MIS information is being 
used and largely enhances decision making, while a few 
disagree.  
F10 Do you believe that the 
availability of information 
allowed by MIS has resulted in 
improved operational 
efficiency? 
78% of respondents agree that 
the availability of information on 
MIS has improved operational 
efficiency, while 22% disagree. 
This response is consistent with the response results in 
F8. 78% of respondents agree that MIS has a positive 
effect on business in terms of enhancing decision making 
and in improving efficiency. However, a study will need to 
be conducted to determine why 22% of respondents 
disagree. 
F11 What can you recommend to 
promote optimum utilisation of 
the information the MIS 
provides? 
44% of the respondents 
recommend an improved 
integration with other transversal 
government systems such as the 
Financial System (BAS) and the 
HR System (PERSAL). 26% 
recommend that MIS needs to be 
more accessible. 22% 
recommend that more should be 
44% suggest that even though MIS does provide some 
information, integrating MIS with other data sources will 
make information more comprehensive and complete. 
26% suggest that MIS is not always accessible which 
could be due to downtimes, or they feel there is more 
information they believe relevant to them to which they do 
not have access. 
22% feel that they need further training on MIS and the 
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 Question Response Results Analysis 
done in promoting awareness 
and training on MIS. 4% 
recommend that MIS needs to be 
more relevant to their needs and 
another 4% recommend that MIS 
needs to be more user friendly.  
systems needs to marketable to bring awareness to all 
system capabilities. 
Two small percentages of 4% each feel MIS is not 
relevant to them and needs to be more usable. The 
needs for this minority of respondents could be 
addressed by addressing the needs of the first three 
categories of respondents (44%, 26%, and 22%). 
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5 MIS evaluation constructs 
The MIS research is based on two evaluation constructs; namely, MIS capability 
knowledge by information recipients/users, and the quality of information MIS provides. 
 
5.1 Knowledge of MIS capability 
This evaluation construct seeks to measure how much MIS users know about the system 
capabilities and how the system can be of use in their functional areas in the institution. 
MIS can have all the functionality features and information resources necessary for all 
system users to perform their duties, but all of this will be of little use if users are not fully 
aware of all the system capabilities. Knowledge of MIS also assists users in having a 
positive perception about the system, thus improving system use. 
Areas of the research questionnaires have been formulated for respondents to give their 
views regarding this construct. These are C1, C2, C3, and F1. See Sections 3 and 4 of this 
chapter for details. 
 
5.2 Quality of information provided by MIS 
This evaluation construct seeks to measure the quality of information provided by MIS. 
The following elements have been used to measure this construct: 
 
5.2.1 Completeness 
This measures the level of completeness of information that is available on MIS for 
efficient decision making. A high level of information completeness will reduce the risks of 
making uninformed decisions based on assumptions due to missing gaps in the available 
information. 
 
The areas of the research questionnaires that are intended to get the respondents’ view on 
this construct are D1, F6, and F8, as detailed in Sections 3 and 4 of this chapter. 
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5.2.2 Accuracy and Reliability 
Accuracy and reliability in research is used to measure the level of information which is 
free from error and which gives a true reflection of the status of matters within the 
Department, thus allowing for accurate decision making. The area of the research 
questionnaires that is intended to get respondents’ view on this construct is D2, as detailed 
in Section 3 of this chapter. 
 
5.2.3 Availability and Accessibility 
This measures the level of information availability and accessibility. MIS users expect that 
the system make information available to them as and when needed. Further, they expect 
the system to provide the necessary means for them to gain access to that information. 
The areas of the research questionnaires that are intended to get the respondents’ view on 
this construct are D3, D5, F2, F3, and F5, as detailed in Sections 3 and 4 of this chapter. 
 
5.2.4 Ease of Use 
This measures how much easy to read, interpret and use information is provided by MIS. 
The ability to read, understand, correctly interpret and use the information is determined by 
the format and presentation of the information  The areas of the research questionnaires 
that are intended to get the respondents’ view on this construct are D4, D6, D7, F4, F7, 
F9, and F10, as detailed in Sections 3 and 4 of this chapter. 
5.2.5 Relevance 
This measures how well information meets the information needs of the user. Information 
can be complete, accurate, available and accessible but it serves no purpose if it does not 
meet the expectations and needs of the intended user. This construct ensures that the 
correct information is made available to the right user. 
The area of the research questionnaires that is intended to get the respondents’ view on 
this construct is D8, as detailed in Section 3 of this chapter. 
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6 Conclusion 
In this chapter, the qualitative and quantitative data that were concurrently gathered 
through self-administered questionnaires and semi-structured interviews were analysed, 
and the findings that presented the data analysis was done in the following manner: 
 The characteristics of the survey population were investigated and presented in 
Section 2.1 to describe the profile of MIS user. 
 Knowledge of MIS and quality of information was examined and described in 
Section 2.3. 
 The nature of information provided by the MIS unit was noted in Section 4. 
 MIS evaluation constructs were scrutinised and discussed in Section 5. 
 
The next chapter concludes the research by providing a synthesis of the findings, 
discussion, conclusions and recommendations of this study 
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 CHAPTER FIVE 
 FINDINGS AND RECOMMENDATIONS 
1 Introduction 
This chapter will, firstly, reiterate the research objectives and see if the study has achieved 
those. Secondly, it will comprehensively discuss the findings of Chapter 4, and lastly, it will 
offer recommendations based on the research findings.  
 
2 Realization of the Research Objectives 
As stated in Chapter 1, the objectives for this project are to: 
 Analyse the current state regarding utilisation of MIS in the ECDSD. 
 Evaluate the utilisation of information provided by the MIS unit for decision making 
and management. 
 Make recommendations to improve the effectiveness of the utilisation of MIS 
 
To achieve the above-mentioned objectives, research was conducted where a sample of 
forty senior management staff members was selected from the Eastern Cape Department 
of Social Development and Special Programmes. The sample was made of respondents 
from different demographic profiles that were defined by age, gender, directorates they are 
employed at, academic qualifications, length of employment, length of employment in 
current position, and their level of MIS proficiency. 
A questionnaire was then designed in such a way that each question would give input to 
the research task associated with the above-mentioned research objectives. A set of 
questionnaires was distributed to each of the sample of respondents, and their responses 
were recorded and statistics compiled. The next section will give a comprehensive 
summary of findings.  
3 Research Findings and Recommendations 
This section seeks to give a comprehensive summary of the research findings that are 
deducted from the responses of a sample team. Details of these responses and their 
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analysis can be found in Sections 3 and 4 of Chapter 4. The section will also detail 
recommendations for those findings. 
3.1 Research Findings 
The following are the research findings: 
 Knowledge of MIS Capability 
 For the most part, the MIS users believe that they understand MIS and its 
capabilities and have received training on how to use the system. 
 Quality of information provided by MIS  
 The respondents attest that information provided by MIS is mostly complete and 
mostly meets user requirements and their expectations. 
 Accuracy and reliability 
 MIS information is overall accurate and comprehensive enough to expedite decision 
making. 
 Availability and Accessibility 
 The information is available most of the times when needed and is easy to access. 
 Ease of use 
 MIS information was found to be easy to understand and use, readable, clear, and 
well formatted. Moreover, the senior managers confirm that the availability of 
information from MIS has expedited and enhanced decision making. 
 Relevance 
 MIS information is largely relevant and has tremendously improved operational 
efficiency. 
 
3.2 Recommendations 
In light of the above findings, the researcher recommends that: 
 While there is a significant awareness of MIS capabilities, there is still more to be 
done to continuously inform and train users on the latest MIS capability 
developments. This can be achieved through awareness workshops, contact and 
remote support, or through internal news bulletins.  
 Although MIS to a greater extent meets user requirements and expectations in 
terms of completeness, accuracy and reliability, the study indicates that it still falls 
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short in integrating information from other sources, which include government 
transversal systems such as BAS and PERSAL. Failure do so puts the 
Department’s management at risk of making uninformed/inaccurate decisions 
based on incomplete information. 
 MIS information is mostly available and easy to access. However, the information 
is sometimes not timely; this is due mostly to non-real-time information 
synchronisation between MIS and other government systems. Another cause for 
delay could be time taken by data analysts to put together customised reports upon 
request. It is therefore recommended that the Department work with other 
departments that are custodians of transversal systems in finding a solution to 
create real-time integration of MIS with other external information sources. 
 The research has found that MIS information is easy to understand, interpret and 
use. This results in the enhancement of decision making and thus improves 
operational efficiency of the Department. Even though this area of MIS is not too 
great a concern, the Department needs to ensure that the information users are 
kept up to date with new MIS reporting capabilities so as not to underutilise the 
system.  
 The research has also uncovered that MIS information is mostly relevant. However, 
there is a small group of information users who feel that the information is not 
always relevant. It is therefore recommended that the Department ensure that 
information is reviewed more often and that reports are customised to meet the 
ever-changing needs of the users. 
4 Conclusions 
From the previous section on research findings and recommendations by the researcher, it 
can be concluded that information provided by MIS informs the Departmental decision-
making and operational functions. MIS information is also found to be highly relevant, 
comprehensive and accessible to decision makers and other stakeholders. MIS 
information is largely being used by managers and other stakeholders in the performance 
of their functions. Furthermore, there is a positive perception of MIS by managers and 
other stakeholders. This is mainly because of the training and support that the Department 
offers. However, more can still be done to continuously inform and train users on the latest 
MIS capability developments. This above-mentioned conclusion is based on the research 
findings that discovered MIS information to be of a high level of quality, as measured by 
completeness, ease of use, accuracy, reliability and relevancy. 
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 Annexure D – Self-Administered Questionnaire & Interview Schedule 
You are kindly requested to participate in a research by completing this questionnaire. The 
topic of the study is “An evaluation of the management information system that you are 
using at the Department of Social Development and Special Programmes”.  
 
 Please understand that your participation is voluntary. 
 Your answers remain confidential and 
 The interview /questionnaire will take about 10-15 minutes 
 
Complete Questions by selecting one option 
 
 
A. Demographic Information 
1.  Age 
20 – 30 YEARS 31 – 40 YEARS 41 – 50 YEARS 51 – 60 YEARS 
 
2. Gender 
FEMALE MALE 
 
3. DIVISION OR DIRECTORATE  
CORPOR
ATE 
SERVICE
S 
CHIEF 
INFORMA
TION 
OFFICE 
SUPPLY 
CHAIN 
MANAGE
MENT 
FINANCIA
L 
MANAGE
MENT  
DISTRICT 
DEVELOP
MENT 
SOCIAL 
WELFARE 
SERVICE
S 
DEVELOP
MENT & 
RESEARC
H 
 
4. Length of Employment  
< 1 YEAR 1-3 YEARS 4-6 YEARS >7 YEARS 
 
5. Length of Employment in Current Position 
< 1 YEAR 1-3 YEARS 4-6 YEARS >7 YEARS 
 
6. Level of Computing Skills 
BASIC INTERMEDIATE ADVANCED 
 
7.  Indicate your highest educational qualification 
 
DIPLOMA 
BACHELO
R’S 
DEGREE 
POST-
GRADUAT
E DEGREE 
MASTER’S 
DEGREE 
DOCTOR’S 
DEGREE 
OTHER 
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B. Knowledge of Management Information System (MIS)  
  
C. Utilisation of Management Information System  
 
 
D. Quality of information provided by MIS  
 
 
 
 Yes No 
1. Do have an understanding of what MIS is?   
2. Are you aware of how MIS can be utilised?   
3. Have you been trained on how to use MIS?   
 Always Sometim
es 
Don’t 
know 
A few 
times 
Never or 
not at all 
1. Are you currently using MIS 
in the performance of 
functions? 
  
 
 
 
2. Does MIS enhance 
effectiveness in your job? 
  
 
 
 
3. Has MIS increased your 
productivity? 
  
 
 
 
 Always Sometim
es 
Don
’t 
kno
w 
A few 
times Never 
or not at 
all 
1. Doe the information available 
on MIS contains all key data 
needed? 
  
 
 
 
2. Is the information available 
on MIS is always accurate? 
  
 
 
 
3. Is the information always 
available when needed? 
  
 
 
 
4. Is the information from MIS 
easy to understand? 
  
 
 
 
5. Is the information from MIS 
always timely? 
  
 
 
 
6. Is the information from MIS 
readable, clear and well 
formatted? 
  
 
 
 
7. Is the information from MIS in 
a format that is readily 
usable? 
  
 
 
 
8. Is the information available is 
relevant? 
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E. Briefly give your opinion on the role of Management Information System in the 
Department of Social Development 
 
 
 
 
 
F. Nature of Information provided by MIS section 
 
1. What type of reports does MIS provide? 
a. □ Customised Reports 
b. □ Standard Reports 
c. □ Scheduled Reports 
d. □ Ad hoc Reports 
2. Are the reports provided dependent on receipt of request?  
Answer: Yes/ No 
Briefly Explain/motivate your answer 
 
 
 
 
 
3. How often do you receive/ submit request for reports? 
□ Daily 
□ Weekly 
□ Monthly 
 
4. Do you think the MIS reports are easy to use?  
Answer: Yes/ No 
Briefly Explain/motivate your answer 
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5. In your view is it easy to access the information on MIS?  
Answer: Yes/ No 
 
Briefly Explain/motivate your answer 
 
 
 
 
 
6. Do you believe MIS meets Dept information requirements? 
 Answer: Yes/ No 
 
Briefly Explain/motivate your answer 
 
 
 
 
 
 
7. Does the management of the Department utilise the information provided for decision 
making?  
Answer : Yes/ No 
Briefly Explain/motivate your answer 
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8. Is the information provided by MIS comprehensive enough to expedite decision 
making?  
Answer: Yes/ No 
Briefly Explain/motivate your answer 
 
 
 
 
 
9. Has the availability of information through MIS enhanced decision making?  
Answer: Yes/ No 
Briefly Explain/motivate your answer 
 
 
 
 
 
 
10. Do you believe that availability of information MIS has resulted in improved 
operational efficiency.  
Answer: Yes/ No  
Briefly Explain/motivate your answer 
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11.  What can you recommend to promote optimum utilisation of the information the MIS 
provides? 
 
 
 
 
 
 
 
THANK YOU VERY MUCH FOR YOUR TIME. 
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 Annexure E – Letter from Linguist Practitioner 
 
